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Abstract
This article presents a stage of a quality management model in higher education institutions based on business process modelling.
The paper points out the importance of graduates’ satisfaction in assessing quality in universities and looks at a key development,
that have shaped the idea of correlating the graduates’ requirements regarding the developed specific and transversal competencies
during the study with the required competences in the labor market. On the basis of the existing literature evidence and on the
performed results, the paper proposes a business process management model by outlining the importance of understanding
graduates’ requirements, their needs and expectations.
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1. Introduction
The importance of education for the development of excellence and knowledge contributes directly to the social
and economic development of a country. Ensuring the development in this direction involves understanding the
mechanisms, which underlines the processes of strengthening academic quality assurance and improvement, but also
the existence of a good strategy to achieve the performance. The aim of the research is on the one hand to identify the
main characteristic issues of quality in higher education by highlighting the graduates’ perception about the developed
* Corresponding author.
E-mail address: mihaela.dragan@econ.ubbcluj.ro (D. Mihaela), diana.ivana@econ.ubbcluj.ro (I. Diana), raluca.arba@econ.ubbcluj.ro (A.
Raluca)
© 2014 The Authors. Published by Elsevier B.V. This is an open access article under the CC BY-NC-ND license 
(http://creativecommons.org/licens s/by-nc-nd/3.0/).
Selection and/or peer-review under responsibility of Scientific Committe of IECS 2014
96   Mihaela Drăgan et al. /  Procedia Economics and Finance  16 ( 2014 )  95 – 103 
specific and transversal competencies during the study and their utility on the labor market and on the other hand to
develop a framework for implementing a quality management model in higher education institutions based on business
process management modeling. The success of a university depends on its ability to ensure the necessary resources to
achieve the main objective, which refers to the provision of knowledge and skills embodied in people and technologies.
The value of such knowledge is defined by the stakeholders of the universities in terms such as quality, relevance or
utility.
2. Material and Method
The key component for the quality assurance in the European Higher Education Area is the evaluation and the
accreditation process. There are two types of quality evaluation process in higher education institutions: the external
and the internal evaluation. It is remarkable that, the external evaluation is based on the internal evaluation mechanisms
and do not illustrate the aspects related to the students’/ graduates’ feedback. The quality assessment through internal
evaluation includes aspects regarding teaching and research quality, teachers’ performance, students’/ graduates’
competencies and abilities as well as the curriculums’ structure and graduates’ level of employability (Harvey, 2002).
This article presents the essential quality dimensions in higher education institutions by means of the internal
evaluation made by the graduates. Understanding and promoting graduates’ satisfaction brings numerous benefits for
the universities (Hartman and Schmidt, 1995). There are several studies related to the graduates’ satisfaction with their
overall higher education experience. Palti et al (1993, quoted in Garcia –Aracil, 2009) examined the link between
student retention and student satisfaction with the educational service facilities and performance. The authors
illustrated that the career advice services could help student retention and graduates satisfaction. A study made by
Stwine and Alves (2010) in Sweden and Portugal revealed that a big challenge seems to be how to meet expectations
and demands on young adults, that have ”invested” in tertiary education. Lafuente et al. (2012) analyzed the
relationship between graduates’ satisfaction with higher education and graduates’ expectation regarding their
employment status in Spain. The results showed that the less satisfied graduates were those who studied the longest
and the ones showing less employment and job relatedness. The perception of quality performed by graduates is
conditioned by the fulfillment of their own expectation regarding to what the higher education institution can provide
to them ( facilities, teaching) and on what they can acquire by themselves (academic performance, social contacts)
(Lafuente et al., 2012). Analyzing the perception of quality by former students are a valuable feedback, because taking
into account their experience in the higher education institution reveals the actual correlation between their acquired
skills and the one needed to their job (Tam, 2001).
This paper highlights the graduates’ satisfaction regarding the developed specific and transversal competencies
during the study by correlating these with their utility on the labor market. Further, in order to asses a continuous
development of the quality referring to the graduates’ satisfaction with the provided knowledge and transversal
competencies, the business process modeling is used. Business Process Management is actually form this point of
view a provider of tools and techniques to efficiently manage business processes (Huang, 2011). Antune and Mourão
(2011, quoted in Anand, Wamba and Gnanzou, 2013) admits that BPM is a collection of technologies capable of
translating business process models into computer-supported activities, while Pyon, Woo, and Park (2011, quoted in
Anand, Wamba and Gnanzou, 2013) illustrates BMP as being a system which supports business processes using
methods, techniques, and software to design, enact, control and analyze operational processes involving humans,
organization, applications, documents and other sources of information.
The adoption of business process improvement strategies and business process modelling in higher education
institutions is a sign that universities want to perform functions and to develop procedures in order to fulfill the
expectations of the customers. From this point of view, an identified, documented, standardized, managed and
automatized business processes ensure them to stay competitive on the market and in the same time allows them to
meet the customer requirements. Further, by using business process modeling in higher education institutions would
help universities to develop a general framework for the continuous quality management model based on graduates’
feedback seen as an output of the educational services, because increased competition in higher education sector
determine universities to use the graduates’ satisfaction as a quality sign.
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3. Experimental
The contribution of this work is to try to find measures of satisfaction among the graduates and the business process
modeling method could help universities to establish the customer oriented marketing strategies that are needed one
the one hand, due to increased competition in this sector and on the other hand due to the actual trend in the educational
sector, which refers to increasing graduates’ employability. In order to measure the graduates’ satisfaction a
questionnaire was developed and administered to 103 graduates in the economic field (German line) within the Faculty
of Economics and Business Administration (N  102), having a response rate of 22,6%. The pilot study included a
total of 25 students, and took place in the initial phase of the research. Some of the items were reworded, but most of
the items were retained. The questionnaire is based on six dimensions concerning: information about the graduated
study program (qualitative information); information about internships completed during the study (qualitative
information); information about the quality of graduated study program and about the developed competencies and
abilities during the study (quantitative information, five-point Likert Scale); information about the graduates’
employment status (qualitative information and quantitative information, five-point Likert Scale); information about
future events dedicated to Alumni/ Graduates and socio – demographic information.
Actually, so that a quality management model bases on business process modeling could be developed, the authors
took into consideration the questionnaire section regarding information about the developed specific and transversal
competencies during the study (quantitative information, five – point Likert Scale) (Apendix 1). Then, in order to
develop a quality management model by bringing to the fore the graduates’ satisfaction regarding the developed
specific and transversal competencies, the paper presents two separate areas of quality: quality assurance (developed
specific and transversal competencies during the study) and continuous quality improvement (the utility of specific
and transversal competencies on the labor market). Calculations are processed using SPSS for Windows, and by means
of a paired samples t test - will be highlighted significant differences between the two above mentioned quality areas.
These differences will be integrated and outlined in a quality management model based on business process
management principles (modeling).
4. Results and Discussions
In order to obtain the above mentioned quality management model, we have developed a general framework around
the definition that a business process model describes the means and methods a company uses to reach its profitability
(Harrington et al., 1997). In the case of a Higher Education Institution, its profitability is a more complex subject and
along with the material aspects of sustainability and growth of the institution, it also involves a high level of quality
in the teaching process. In this regard, our model will include the activities and their ways of realization, the efficient
use of resources towards obtaining the main goal, correlated with the specific points of those activities that will lead
to a high quality level for the teaching process. The advantages offered by BPM involve an easy way of collaboration
with various management practices, like the management of human resources or the performance management, key
points to a model for Higher Educations that focuses on total quality management.
According to Thom (2009), the three ''P's'' of a managerial process are: People Management, Process Management
and Performance Management. Relating the three ''P's'' with the issue of quality management evaluation, we have
reached to the following framework (Figure 1):
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Figure 1. A Framework for Higher Education Processes
As Chevaillier (2002) Duarte and Martines (2011), we consider students as clients of a university that have demands
and expectations, generally named in our framework as requests or inputs. They involve in the educational process out
of which they obtain a certain satisfaction that will be considered our output. On a general level, this educational
process is determined by the three ''P's'' and involves a general management system defined by policies and objectives
also at the top-level administrative structure. On the next level, we have the Human Resources Management involving
the personnel with knowledge training and competencies, the working environment and infrastructure and will be
evaluated on the levels of teaching and research (we have taken into consideration only the personnel involved in the
teaching process – as it directly influences the outputs of students). The teaching and learning process involves the
management of curricula, accreditation of specializations, courses creation and development and post-learning
assistance. This level allows a deeper and more specific evaluation that we will take into consideration. Thus, all of
the above mentioned levels conduct to a level of measurement, analysis and improvement that will highlight elements
like: internal auditing, the student’s satisfaction and monitoring/ measurement of processes and services (courses,
trainings and skills).
Further, we have focused our study on teaching and learning process evaluation. As mentioned before, the
questionnaire was addressed to alumni and it allowed us to measure two dimensions: quality assurance and continuous
quality improvement. These two dimensions were applied to measure 14 abilities and competencies that the German
studies specializations is currently offering to students (Appendix 1). We have considered that each pair Current
Development / Desired Utility can represent a set of requests / results for the process of Teaching Evaluation. Current
Development shows the level of satisfaction currently obtained by students and represents the satisfaction of our clients
(Results) and Desired Utility represents the necessary level to be reached by a the given ability/competence in order
to be effective (the utility of specific and transversal competencies on the labor market) and a future improvement
request for the educational system.
The paired samples t test illustrated in Table 1 highlights that there are differences in terms of means belonging to
the quality areas: quality assurance (specific and transversal competencies developed during the study) and continuous
quality improvement (the utility of specific and transversal competencies on the labor market). This situation reveals
a predictable variable for assessing a continuous quality management model based on the business process
People Management Performance Management
Student
(Client)
Requests
Student
(Client)
Requests
1. Management
2. Human Resources
Management
4. Measurement
analysis, improvement
3. Teaching and
Learning Process
Development
Process Management
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management principles, namely based on modeling. Each pair from 1 to 14 contains the mean values obtained for each
of the above mentioned areas: quality assurance – marked in our table with Development and continuous quality
improvement – marked with Utility.
Table 1: Paired Samples Statistics
In addition, we have assumed that any difference higher or equal to 1 in the mean values of any pair
Development/Utility would signify a gap between inputs and results, more precisely between present value and the
desired value, if taking into account the labor market opinion. The justification for the precise value of 1 point is given
by the scale used in the questionnaire. For example a mean value of 3 for the Development indicator would signify a
fair development of the given ability/competence and a mean value of 4 for Utility would signify that ability is more
important.
Taking as example the results obtained for Pair 10 we have observed a difference of more than 1 point between the
Development mean and Utility mean. This difference is actually suggesting that at the moment students consider that
they obtain a fair ability of time management, but in the working field this ability may be more important, as it was
noted with a mean value over 4. In such case an improvement for the given ability – Time Management is necessary
to keep the curricula updated to the demands of the labor market.
Another aspect to be taken into consideration is the difference between specific and transversal abilities. Specific
abilities or competencies are associated inside curricula with certain courses offered, whereas transversal ones are
Paired Samples Statistics
Mean
Std.
Deviation
Std. Error
Mean
Competence 1 Development: Knowledge of basic investigative methods specific to market economy 3.2255 .85489 .08465
Utility: Knowledge of basic investigative methods specific to market economy 3.6863 1.11675 .11057
Competence 2 Development: Explanation and interpretation of specific processes of economic
activities
3.3039 .84184 .08335
Utility: Explanation and interpretation of specific processes of economic activities 3.7157 .95831 .09489
Competence 3 Development: The ability to view, interpret and apply rules and regulations in the
economic and social field
3.1275 .96135 .09519
Utility: The ability to view, interpret and apply rules and regulations in the economic
and social field
3.7843 1.11362 .11026
Competence 4 Development: Use of specific technology and tools in the economic and social activities 3.0490 1.00865 .09987
Utility: Use of specific technology and tools in the economic and social activities 3.8627 1.10838 .10975
Competence 5 Development: Data collection, processing and analysis for decision making processes 3.1961 .91239 .09034
Utility: Data collection, processing and analysis for decision making processes 3.9902 1.03880 .10286
Competence 6 Development: Ability to work in complex and multicultural teams 3.4216 1.12959 .11185
Utility: Ability to work in  complex and multicultural teams 4.3627 .88764 .08789
Competence 7 Development: Business initiation and development in the global economy 3.0196 1.05286 .10425
Utility: Business initiation and development in the global economy 3.7941 1.14614 .11348
Competence 8 Development: Supporting management activity through studies, summaries and
forecasts at micro and macro level
3.0098 1.03880 .10286
Utility: Supporting management activity through studies, summaries and forecasts at
micro and macro level
3.5784 1.14698 .11357
Competence 9 Development: Effective communication (in German / English) and effective conducting
comparative of studies in the area of business
3.5686 1.10364 .10928
Utility: Effective communication (in German / English) and effective conducting
comparative of studies in the area of business
4.2549 .88649 .08778
Competence 10 Development: Ability to effectively manage working time 3.0490 1.23783 .12256
Utility: Ability to effectively manage working time 4.2941 1.05856 .10481
Competence 11 Development: Rhetorical and presentation skills 3.2255 1.17656 .11650
Utility: Rhetorical and presentation skills 4.1275 1.17458 .11630
Competence 12 Development: Ability to mobilize others 2.9020 1.14762 .11363
Utility: Ability to mobilize others 4.0980 1.04843 .10381
Competence 13 Development: Critical thinking 3.1961 1.14355 .11323
Utility: Critical thinking 4.1373 1.06277 .10523
Competence 14 Development: Analytical thinking 3.3039 1.16712 .11556
Utility: Analytical thinking 4.3922 .84615 .08378
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developed throughout the whole program of study without being associated with a certain course. Transversal abilities
and competencies may be associated only with certain specific abilities or competencies and in extent with certain
courses. Such an association has allowed us to identify groups of specific and transversal abilities/competencies
connected to each other, in order to have a clearer image of the courses that need improvement. Table 2 shows the
specific abilities and competencies taken into consideration in our questionnaire and the associated transversal
abilities/competencies.
Table 2: Specific and transversal competencies
Specific Abilities / Competencies Associated transversal competencies
Competence 1 Competence 13, 14
Competence 2 Competence 9, 13, 14
Competence 3 Competence 13,14
Competence 4 Competence 10, 13, 14
Competence 5 Competence 10, 13, 14
Competence 6 Competence 9,10,11,12
Competence 7 Competence 9,10,11,12
Competence 8 Competence 13, 14
Moreover, we have developed two scenarios that may lead to course improvement:
Scenario 1: If a specific competence is identified as having a gap of more than 1 point between mean values of
Utility and Development a suggestion of improvement is sent for those courses that offer the given competence
according to curricula.
Scenario 2: When a transversal competence is identified as having a gap of more than 1 point between mean values
of Utility and Development, we take into consideration the associated specific competencies which lead to
identification of courses that may develop indirectly the given transversal competence. To those courses a suggestion
of improvement is sent in order to emphasize the transversal competence identified above. Taking into consideration
these scenarios we have developed a model for Higher Educations that focuses on continuous improvement, as a basic
condition for Total Quality Management in teaching processes by using ADONIS:Community Edition, as tool for
modeling (Figure 2).
The model involves three types of actors – the Quality Management Team, the Coordinators of a Study Program
and the Professors.
The Quality Management Team identifies competencies associated with a certain study program and decides to test
those competencies. A Competence/Ability assessment questionnaire is developed taken into consideration the two
levels proposed and explained above – Development and Utility that will identify the current level of a competence
obtained by students after graduating a certain study program, respectively the desired level to be obtained according
to labor market demands. The questionnaire is issued and administered to a target group. Data are collected and
processed obtaining the mean values that will characterize Development and Utility dimensions. Then, each pair of
values is compared. If the difference between Utility mean value and Development mean value is greater than or equal
to 1 a need for improvement is identified that will target that particular competence. Based on the results obtained, if
the answer of question – ''Is there a need for improvement?'' - is positive, the Quality Management Team will send a
list of competencies to be improved to Study Program Coordinators. Else, the Coordinators of the study program are
informed of positive results.
On the next swimlane, the Study Program Coordinators will analyze the list of competencies and propose a list of
courses, which offer those competencies, as target of the improvement process. The suggestion is send to Professors.
They are the ones that receive proposals of course improvement and develop ways to improve courses by taking into
account the continuous development of specific and transversal competencies.
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Figure 2: Business Process Model for Course Improvement
5. Conclusions
The adoption of business process improvement strategies is a concern of most organizations, especially higher
education institutions, which are complex organizations. Even if universities are autonomous, they have to perform
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functions and to develop procedures in order to fulfill the expectations of the customers. In order to improve students'
and graduates' satisfaction and to remain competitive universities should manage their business process similar to
enterprises. One strategy to be taken into consideration is the focus on quality services. In this case, the proposed
model takes into consideration the specific and transversal competencies that graduates may develop during the study
and offers a systematic, procedural and methodical model for quality improvement in higher education institutions.
Aknowledgements
This work was co – financed by the company MHP Porsche Company in Cluj –Napoca and was equally supported
by BOC - Group through the ADONIS tool.
References
Anand, A.; Wamba, S.; Gnanzou, F. (2013) A Literature Review on Business Process Management, Business Process Reengineering, and Business
Process Innovation, Electronic copy available at: http://ssrn.com/abstract=2263123
Chevaillier, T. (2002). Higher education and its clients: Institutional responses to changes in demand and in environment. Higher Education Journal,
Volume 44, Issue 3-4,, 303-308.
Duque, L.C.; Weeks, J., R. (2010), Towards a Model and Methodology for assesing Student learning Outcomes and Satisfaction, Quality Assurance
in Education Journal, Vol.18, No.2, p. 4 -105.
El – Sharef, B.; El-Kinaly, K. (2011) Process Modeling and Analysis of a Quality Management System for Higher Education, Proceedings of the
Word Congress of Engineering, Vol.1, ISSN: 2078-0966.
Eurostat (2009) The Bologna Process and Higher Education in Europe – key indicators on the social dimension and mobility.
http://ec.europa.eu/eurostat.
Garcia –Aracil, A. (2009), European graduates' level of satisfaction with higher education, Higher Education Journal, Vol. 57, No. 1,Spinger, p.
1-21.
Hartman, D.; Schmidt, S. (1995), Understanding Student/ Alumni Satisfaction from a Consumer’s Perspective: the Effects of institutional
Performance and Program Outcomes,  Research in Higher Education, Vol. 36, No. 2 ,Springer, p. 197-217.
Harvey, L., (2003) Student Feedback, Quality in Higher Education, Vol. 9, No. 1, p.3-20.
Harvey, L., (2002) Evaluation for What? Teaching in Higher Education, Vol.7, No.3, p. 245-261
Huang, Z., et al.; (2007) Reinforcement learning based resource allocation in business process management. Data & Knowledge Engineering, Vol.
70(1): p. 127-145.
Harrington, H.J. et al. (1997). Business process improvement workbook: documentation, analysis, design, and management of business process
improvement. McGraw-Hill. Retrieved January 15th, 2014.
Jonbeshi, A.; Hosseinzadeh, A (2013) Investigating the Role of Internal Evaluation in Improving the Quality of Education Based on the Master
Students’ Viewpoint in Educational Sciences Course at Islamic Azad University, Australian Journal of Basic and Applied Sciences, Vol. 7,
p.178 . 
Lafuente, L.; et al. (2012) Satisfaction with higher education of Spanish graduates in the pre-Bologna era: a mirror of employment conditions,
Journal of Further and Higher Education, Springer, Vol. 36, No. 4, p.519–534.
Mora, J.G.; Garcia – Aracil A; Vila, L.E. (2007) Job satisfaction among young European higher education graduates, Higher Education Journal,
Vol. 53,Spinger, p. 29-59.
Nicolescu, L. ; Dima A.M., (2010) The Quality of Educational Services- Institutional Case Study from the Romania Higher Education, Transylvania
Review of Administrative Science, no.29 E, p.100 -108.
Spasic, Z.; Pejak, P. (2005) Feedback Information of ALUMNI Association in Quality Assurance System for Higher Education, FME Transactions
Journal, 33, p.103 -109.
Stwine, E.E.; Alves, M.G. (2010) Higher Education and Employability of Graduates: will Bologna make a difference?, European Educational
Research Journal, Volume 9 Number 1, p.33 -44.
Sum, V., McCaskey, S. J., Kyeyune, C. (2010). A survey research of satisfaction levels of graduate students enrolled in a nationally ranked top-10
program at a mid-western universities, Research in Higher Education Journal, 7(2), p.1-17.
Tam, M; (2001) Measuring quality and performance in higher education. Quality in Higher Education Journal, 7, no. 1: 47–54.
Thom, W. (2009, April 19). People, Process, and Performance Management in Project Management. Retrieved from The Project Management Hut:
http://www.pmhut.com/people-process-and-performance-management-in-project-management, January 20th, 2014.
103 Mihaela Drăgan et al. /  Procedia Economics and Finance  16 ( 2014 )  95 – 103 
Appendix 1: Relevant variables regarding the specific and transversal competencies developed during the study
To what extend do you think that the curricula has helped You to develop the following skills and competencies? How useful are these skills and
competencies at the workplace?
C2. To what extend do you
think that the curricula
has helped to develop
the following skills and
competencies?
How useful are these skills
and competencies at the
workplace?
1 2 3 4 5 1 2 3 4 5
1. Knowledge of basic investigative methods specific to market economy
2. Explanation and interpretation of specific processes of economic
activities
3. The ability to view, interpret and apply rules and regulations in the
economic and social field
4. Use of specific technology and tools in the economic and social
activities
5. Data collection, processing and analysis for decision making processes
6. Ability to work in  complex and multicultural teams
7. Business initiation and development in the global economy
8. Supporting management activity through studies, summaries and
forecasts at micro and macro level
9. Effective communication (in German / English) and effective
conducting comparative of studies in the area of business
10. Ability to effectively manage working time
11. Rhetorical and presentation skills
12. Ability to mobilize others
13. Critical thinking
